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The research aims to analyze the effectiveness of online-based licensing services at the Capital 
Investment and Integrated One-stop Services (DPM-PTSP) in the Fourth Industrial Revolution. The 
research method was using a survey method with an explanatory approach and serving the research 
findings in a descriptive-quantitative way. The informants were the state civil apparatuses at DPM-PTSP. 
The data collection techniques were: 1) Observation, 2) Interview, and 3) Questionnaire. Meanwhile, the 
data analysis techniques used were data reduction, data display, and data verification interpreted 
quantitatively and qualitatively and taken from primary and secondary data. The research findings were: 
1) The integrated one-stop service concept to improve the quality of licensing services in Gorontalo in the 
Fourth Industrial Revolution; 2) The determinants of the quality of licensing services in Gorontalo in the 
Fourth Industrial Revolution; 3) The effectiveness of online-based licensing services at DPM-PTSP in 
terms of a) Services: less optimized online-based licensing service implementation. The evidence argued 
that the service was ineffective in terms of human resources which were low. Either the staff or facilities 
and infrastructures were inadequate, b) Online-based program implementation: the implementation of 
online-based licensing services was not optimized as it was a new program at DPM-PTSP. Besides, 
several challenges started to appear; such as the limited number of staff who provided the online-based 
service for the community, the community’s inadequate understanding of how to use the Internet and the 
online-based licensing services, lack of facilities and infrastructures, and others. The challenges could be 
reduced by optimizing the education and training for the staff, optimizing socialization from DPM-PTSP 
to the community who were not experienced in using technology networks, providing facilities and 
infrastructures needed by providing budget, and optimizing service provision. Furthermore, DPM-PTSP 
should well respond to the customers’ complaints and improve their service performances. 
 






Local autonomy encourages each region to implement its autonomy with an effective 
democracy which is expected to run democratically (H. M. S. Saggaf, 2016; Wenda & Akib, 
2015). With local autonomy, each region should manage and use all kinds of resources; such as 
economic, natural, and human resources locally available to sustain their local development 
Jurnal Ilmiah Ilmu Administrasi Publik: Jurnal Pemikiran dan Penelitian Administrasi Publik 
Volume 10 Number 1, January – June 2020. Page 143-158 
p-ISSN: 2086-6364, e-ISSN: 2549-7499 
Homepage: http://ojs.unm.ac.id/iap 
 
144  Jurnal Ilmiah Ilmu Administrasi Publik: Jurnal Pemikiran dan Penelitian Administrasi Publik 





(Aneta et al., 2019; Ansell & Gash, 2008; Lamangida et al., 2017; Van Meter & Van Horn, 
1975). 
The local autonomy will be consistently developed to achieve an independent local 
autonomy. As a result, the region will gain more independencies. Besides, with local autonomy, 
people can actively give responses to their needs, capacities, and aspirations. The local 
autonomy implementation will trigger new thinking of how set an effective and efficient 
authority. That means democratic governance (Aneta et al., 2019; Saputra et al., 2019). Besides, 
the current government is not only the responsibility of the government but also all actors in a 
state. However, the government’s role is still important in terms of public service provision. 
Meanwhile, the fundamental public service consists of three aspects i.e. goods, service, and 
administrative. The administrative services include both non-licensing and licensing services. 
Moreover, one of the indicators of effective local autonomy implementation is the ability of the 
local government to provide public services. Therefore, people should get easy, affordable, 
quick, and friendly services and thus public satisfaction can be achieved. Services are the 
manifestation of the government’s dedication to the public which continues until the 21st 
Century in the Fourth Industrial Revolution and is going on. 
In the Fourth Industrial Revolution, one of the most effective public services is an online 
one. An online public service helps people use their time more efficiently. They are not obliged 
to visit the service directly and spend much time to get licenses. 
The Indonesia government has instructed all local heads to implement the integrated one-
stop licensing service through the Regulation of the Ministry of Home Affairs Number 24 of 
2006 on the Guidelines on the Integrated One-Stop Licensing Implementation. In accordance 
with the Regulation, the local heads should select either agency, office, or board which suits the 
needs and managing capabilities of their regions to be the institution running the Licensing 
Service. With the establishment of the integrated one-stop licensing service as an institution 
providing licensing services, people should only visit one office, board, or agency (Lamangida 
et al., 2017; Smith & Akib, 2015). 
The implementation of an integrated one-stop service is an activity in which we are 
implementing both licensing and non-licensing services whose management process begins with 
the application stage and ended with the document issuance stage conducted in one place. The 
PTSP head is authorized to sign any licenses process, indicating a simplified service. Service 
simplification is an effort made to minimize the time, procedures, and costs in licensing and 
non-licensing services. Licensing means giving legality to an individual or a business actor, 
either in the form of license or business registration certification. Meanwhile, the integrated 
one-stop service (PTSP) implementation is expected to cut the time and cost people spend to get 
licenses (Daraba et al., 2018; Mirdawati et al., 2018; Nasrullah et al., 2018; S. Saggaf et al., 
2014; Salam & Rosdiana, 2015). As a result, the licensing services are more effective, 
affordable, and easier (Regulation of the Ministry of Home Affairs Number 24 of 2006 on the 
Guidelines on the Integrated One-stop Licensing Services). Nevertheless, the data show that in 
Indonesia, several investments are declining. Therefore, some corrective actions in services 
should be made, one of which is the issuance of the Regulation of the Ministry of Home Affairs 
Number 24 of 2006 on the Guidelines on the Integrated One-stop Licensing Service (PTSP) 
Implementation. The regulation demands the local governments to take the following actions: 1) 





Simplification in business licensing systems and procedures, 2) Establishment of local 
integrated one-stop licensing services, 3) Minimization in the licensing time and cost, 4) 
Improvement in the licensing systems, 5) Improvement in the information systems, and 6) 
Monitoring and evaluation of licensing services. All of this information should have been 
provided online if the government aims to make people get informed. 
Meanwhile, one of the best solutions to solve the identified field problem in terms of 
licensing services in the Fourth Industrial Revolution is that each person gets good, effective, 
and efficient services. A service is considered effective if able to solve the issue in accessing 
direct assistance to get a business permit, building permit, and others. Furthermore, a solving 
service is a quick service which can give solutions in a short time, so people do not have to wait 
for a long time. 
Meanwhile, a service is considered effective if the users (people and others) are having an 
easy service with brief, quick, and effective, and convenient procedures. The government 
institution can elevate public service effectiveness by improving working discipline and 
working ethics. Also, public administration services can be effective if the services can be run in 
accordance with the civil apparatuses’ roles and functions. The roles and functions are important 
to ease the public and help the government. Moreover, the government is in a vital position to 
give public services needed by people; such as regulating services or any other services to fill 
the public needs. Meanwhile, the demand for good and satisfying public services should be met 
by the government. In terms of services provided by the government or any other organizations, 
the public is expecting services which suit the era development as well as its social changes and 
dynamics. Basically, public services engage with a broad aspect of life. Therefore, certain 
technology is designed to ease and improve the quality of human life. It is information 
technology or e-Government, the use of information technology by the government to provide 
information and services for the public. Anggara (2012) argues that e-Government is 
information technology responding to the government’s need for transparency and demand in 
the more developing era. Also, technology is the response to improve public services which use 
information and communication technology. Nevertheless, the effectiveness of online-based 
licensing services is still low, proven by the following indicators: 1. No optimization in the 
online-based licensing services, minimum socialization of procedures or guidelines on the 
online-based licensing implementation, and 2. Limited facilities and infrastructures and 
apparatuses’ capabilities. 
Based on the research background, the research is focused on the effectiveness of online-
based licensing services at the Capital Investment and Integrated One-stop Licensing Services 
(DPM-PTSP) in Gorontalo and aims to the effectiveness of online-based licensing services at 




The research used a survey method with explanatory research (mix methods) which 
presented the findings in a descriptive-qualitative way, which was a research method describing 
the reality going on when the research was conducted by collecting and compiling the data in 
the form of classification. Furthermore, we used a descriptive method. (Creswell & Creswell, 
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2017; Creswell & Poth, 2018)explained that a descriptive method “was a systematic description 
of theories and findings relevant to the researched variable”. Furthermore, (Creswell, 2013) 
mentioned that a quantitative research method was “the focus of concern using various methods. 
It involves a certain approach to analyze data build a conclusion based on figures which were 
converted into %”. The research was performed in February-July 2018 at the Capital Investment 
and Integrated One-stop Services (DPM-TSP) of Gorontalo. Furthermore, in terms of research 
data source(Suharsimi, 2013) stated that “research data source was the subject where the data 
could be found”. (Sugiyono, 2016) argued that data could be collected through either primary or 
secondary data sources. Primary data sources were the data sources which directly gave the data 
to the data collectors; while secondary data sources were the data sources which indirectly gave 
the data to the data collectors. The media of the second source could be another person or 
documents. Moreover, the data sources of this research were the licensing service staff who 
provided services for licensing applicants at the Capital Investment and Integrated One-stop 
Services (DPM-TSP) of Gorontalo. Here are the details: 1) The primary data sources: a. The 
head of licensing services, b. The staff delivering licensing services, and c. Eight licensing 
applicants; 2) The secondary data sources: a. Literatures, b. Research finding documents, and c. 
Data collected at the Capital Investment and Integrated One-stop Services (DPM-TSP) of 
Gorontalo. Moreover, the data collection techniques were: 1) Observation, 2) Interview, and 3) 
Questionnaire. Meanwhile, the data analysis techniques used were data reduction, data display, 
and data verification. The data interpreted in a quantitative and qualitative way were from both 
primary and secondary sources (Miles et al., 2014). 




1. The Concept of Integrated One-stop Services to Improve the Licensing Service Quality 
in Gorontalo 
Based on the result of the interview collaborated with the result of observation, here are 
the findings of research on the concept of integrated one-stop services to improve the public 
service quality in Gorontalo. 
Table 1 inclines the situations of integrated services at DPM-PTSP of Gorontalo. Optimal 
services were indicated by the staff’s responsiveness to the licensing services expected by 
public. In other words, the integrated one-stop services in Gorontalo had been in accordance 
with SOPs while improving the public service quality. All licensing businesses were completed 
on time or even prior to the deadline. It is in line with (Junus & Napir, 2019) that the 
optimization of integrated services at DPM-PTSP of Gorontalo was presented by its staff’s 
responsiveness to the licensing management which was run in accordance with the regulations 
and procedures recommended. 
 Overall, the integrated one-stop services in Gorontalo had improved the public service 
quality in Gorontalo well, yet there were still other improvements to make; such as in increasing 
customer’s compliance with licensing application procedures and in the sanction which should 
be tighter, giving a deterrent effect to the disobedient customers. Meanwhile, the strategies 





which can be implemented by the integrated one-stop services to improve the public service 
quality in Gorontalo are stable and diversification strategies. The first strategy is best 
implemented when the fourth aspects impacts customers’ compliance with compulsory licensing 
service fee payment. Moreover, the second strategy should be implemented when the fourth 
aspects have not been optimized. 
Table 1  
The Findings of Research on the Concept of Integrated One-stop Services to Improve the 





























































Source: Processed data, 2018 
 
The findings will be more optimized if added with the indicators of online-based services 
and legal and regulation enforcement to encourage customers’ compliance. 
Integrated services are a set of activities to give protection to the witness against a trade 
crime conducted by an institution. Public services firstly appeared due to an obligation to 
implement the government activities, either individual or group ones. The services should be 
given equally, hence eliminating any discrimination. Besides, the service management should be 
improved in terms of its procedural transparency and easiness, affordable tariff setting, 
apparatuses’ professionalism while serving, availability of media for the public complaints, and 
the availability of system monitoring the procedure implementation. 
One of the integrated services at DPM-PTSP was licensing services. Licensing services 
largely contributes to the local own-source revenue. The higher the local own-source revenue, 
the higher the local autonomy of the region. We need to study the internal control of licensing 
service fees to achieve an effective and efficient improvement of the implementation of the local 
own-source revenue from licensing services. Meanwhile, the clear difference between local 
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tax/retribution and local retribution lays in the counter-achievement given by the local 
government. In the local tax/retribution, the counter-achievement is not directly given. On the 
contrary, in the local retribution, the counter-achievement is directly given to customers who are 
paying the retribution. 
The findings proved that the integrated one-stop services which improved the public 
service quality in Gorontalo had been by SOPs. All licensing businesses were finished on time, 
even before the working hours mentioned in SOPs. Moreover, the government’s role in the 
service provision was as the catalyst which accelerated the process. As a result, government 
organizations would refer to the government itself while providing the best services to the 
public. Finally, the services would be affordable, quick, and efficient in terms of time and cost. 
As a state device, the government should implement good public services. The 
government, well-known as bureaucracy (including the local government) had been negatively 
evaluated by the public. In their evaluation, the public perceived that the bureaucratic services 
were difficult to get, complicated in terms of their requirements, and inflexible in their 
regulations. These service conditions did not benefit the people. Their bargain position was 
weak as they only received service products from the government without being able to directly 
contribute to the products. The government should remember that bureaucracy was established 
to not only serve their needs but also to the public needs and to create public welfare. Also, the 
government should face the globalization which gives both challenges and opportunities. The 
government should be aware of some improvements needed in their public administrative 
processes, especially in licensing services, to fulfill what public needs quickly and efficiently. 
In terms of integrated one-stop services, the services were established to realize a good 
service management process in either licensing or non-licensing services. Then, the district, city, 
and provincial governments implemented the services in the form of working units whose main 
tasks and functions were to provide licensing services. The working units were Technical 
Services Unit (UPT), Integrated Services Office (KPT), and Unified Licensing Service Agency 
(BPPT). The establishment aimed to give service easiness in both licensing and non-licensing 
services in an easy, affordable, quick, and transparent way through one-stop service facilities. It 
is in line with (Lesmana, 2016). Moreover, the service mechanism included Business License 
(SIUP) from the Integrated One-stop Licensing Services Board (BPPTSP). 
Meanwhile, public services were closely related to the government as one of its 
responsibilities. The quality of public services directly received by the public was the standard 
to evaluate the quality of the government. Public services played a crucial role. Because not all 
services were provided by private institutions, the government should fulfill the public needs 
which were not provided by the institutions. 
Improving licensing services requires a strategy. However, we found that licensing 
services had a more complex bureaucracy since it dealt with whether the building structure was 
appropriate. Licensing service documents had a legal force and gave a legal protection people 
might face in the future. Therefore, the document should be carefully processed. Besides, 
licensing services required government intervention as the services had both complex 
administrative requirements and procedural mechanisms. 
Overall, the integrated one-stop services had improved the public service quality in 
Gorontalo, but several other improvements; such as improving services which had not been 





optimized and increasing customer’s compliance with licensing application procedures and in 
the sanction which should be tighter, giving a deterrent effect to the disobedient customers;  
were needed to make. Meanwhile, the strategies which can be implemented by the integrated 
one-stop services to improve the public service quality in Gorontalo are stable and 
diversification strategies. The first strategy is best implemented when the four aspects impact 
customers’ compliance with compulsory licensing service fee payment. Moreover, the second 
strategy should be implemented when the four aspects have not been optimized. Also, the 
services should be more improved to make the public comply with their duties. (Katavich, 2013) 
argues that quality and public satisfaction are closely connected. Quality encourages the public 
to build a strong relationship with an organization. After a while, the relationship enables the 
organization to understand what the public expects and needs. The result is, the organization can 
improve public satisfaction by optimizing the public pleasant experiences and minimize the less 
pleasant ones. Later, the satisfaction may trigger the public loyalty to the organization which has 
provided satisfying quality. 
Similarly, (Kaleem et al., 2013) believe that optimal performances shown by the staff will 
positively impact public perception. The evaluation of apparatuses’ performances is the 
evaluation used by the management to give information to the apparatuses about their 
performance quality based on the perspective of corporate interests individually. The evaluation 
is crucial because staff can affect the perception of customers. In other words, the staff is a part 
of the service so they are functioned as both communicators and image representation of an 
organization.  
Moreover, sanction was an important aspect to motivate the effectiveness of integrated 
one-stop services to improve public service quality in Gorontalo. It is in line with (Harmelia & 
Endriani, 2019) that retribution/tax sanction consists of administrative sanction and criminal 
sanction. The administrative sanction is imposed when someone has violated the regulation, 
especially of duties mentioned in UU KUP. The sanction can be in the form of interests, fine, or 
cost increases which must be paid. Meanwhile, the criminal sanction can be in the form of 
imprisonment. It is in line with (Sumada, 2018). In her research on the evaluation of integrated 
one-stop licensing primary excellent services in BPPT of Kota, she concluded that the excellent 
service processes had not been optimal. Furthermore, some improvements should be made, 
particularly in administrative services to track people’s data which had to be stored.  
According to the law of tax/retribution, there are two types of sanction i.e. criminal and 
administrative sanctions. The sanction is imposed on those who do not pay their tax/retribution. 
A higher sanction will certainly affect customers’ compliance with retribution/tax payment. It is 
in line with (Bratamanggala, 2017) that retribution/tax sanctions positively affect customers’ 
compliance with retribution/tax payment. 
Meanwhile, the aspects considered good yet requiring some improvements were 
monitoring and some technical stuff in licensing services. Toding (2016:386) clarifies that one 
of the functions of human resources management is monitoring. Monitoring means observing 
the whole organizational activities to ensure that all activities being run have been in line with 
the plan. With monitoring, the staff will be motivated and thus can finish their duties well. 
Besides, with monitoring, errors and mistakes can be minimized. It is in line with Djafri (2018) 
that excellent service management should improve its monitoring of the services, especially 
administrative services and technical implementation. 
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Monitoring is an activity which compares or measures what is or has been conducted 
using standard criteria or based on the plan (Handoko, in Ardansyah & Wasilawati, 2014:154). 
Monitoring should be thoroughly conducted to get information about task implementation in 
every organizational unit environment, deviation if any, and efforts made to achieve the goals. If 
there is any deviation, the manager can immediately take corrective actions. 
 
2. The Determinants of Licensing Service Quality in Gorontalo 
Based on the result of the interview, Table 4.2 presents the determinants of licensing 
service quality in Gorontalo. 
 
Table 2  
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Referring to the result of the interview collaborated with the result of observation; lack of 
online-based licensing socialization was due to the limited number of staff as human resources.  
Consequently, information about the licensing services, including the retribution payment, was 
little. In terms of human resources and facilities and infrastructures, we found that the facilities 
and infrastructures were inadequate, especially in technical services. As a result, while serving, 





the staff had to wait for the facilities and infrastructures which were not in use. Sometimes, they 
were not in good condition. 
Furthermore, the number of technical staff should be added because they had to not only 
manage the field works but also directs and provide recommendations for those who would have 
building projects. 
Besides, the manager’s attitude was one of the crucial aspects. Along with his supports 
and commitment, the staff would provide services well. Meanwhile, we also found that the 
manager had shown good attitudes but his commitment should be improved. Furthermore, the 
administrative staff should also improve their empathy while serving. 
Since the issuance of licensing services concerns the safety of residents which will 
occupy a building, direct inspection is necessary to ensure the building structure has met the 
standards and is properly located. Licensing services require more specific support facilities 
than other licensing services. Because of the complexity of issuing permit documents both in 
administrative services and field inspection, there is also a need for human resources with 
specific knowledge about buildings. 
Public service quality is one of the vital components in the implementation of public 
services by government institutions, state-own enterprises, or private corporates. Here, as one of 
the public service providers, the local government also contributes to creating excellent services 
improving public satisfaction. One of the public licensing services provided by the government 
is licensing services. The licensing service quality is the determinant which draws investors’ 
interests in making investments in a certain region. Furthermore, the need for quality is 
mentioned in the local regulation which supports and legitimizes any local licensing institutions 
to provide excellent services that can create a healthy climate condition for the local economic 
development. 
Also, we figure out the determinants of public service quality in Gorontalo which were 
communication, resources, and disposition or attitude of managers and bureaucratic structure. In 
terms of communication, socialization was still very rarely made or made in the village level 
only. Besides, the resources were low in terms of quality and quantity of staff and 
infrastructures. Contrastively, we found that the manager’s attitude was good and committed, so 
was the bureaucratic structure. Meanwhile, the most dominant determinant was the quantity of 
staff and infrastructures. 
In terms of communication, socialization was still very rarely made or made at the village 
level only. We have to remember that socialization is a crucial determinant since many people 
were not aware of their responsibility to pay retribution. (Warouw et al., 2018) confirm that tax 
socialization is expected to be able to improve public compliance with tax payment so the 
amount of tax received can meet the target. The improvement of compliance is proven by the 
increased number of people who pay their taxes and report and deliver SPT and the decreased 
number of people with arrears and sanctions, either administrative or criminal ones. 
The resources intended were the facilities and infrastructures in the field and in 
administrative services. We found that the facilities and infrastructures, especially in technical 
services, were inadequate. Consequently, when performing technical services, the staff had to 
wait for the facilities and infrastructures which were not in use. Sometimes, they were not in 
good condition. Besides, the number of the technical staff was so small. 
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The manager’s attitude was one of the crucial aspects as his supports and high 
commitment would encourage the staff to serve well. In terms of the manager’s attitude, we 
found that the manager had shown a good attitude despite his commitment which should be 
improved, especially the technical manager’s attitude and administrative staff who should 
increase their empathy while serving. 
Since the issuance of licensing services concerns the safety of residents which will 
occupy a building, direct inspection is necessary to ensure the building structure has met the 
standards and is properly located. Licensing services require more specific support facilities 
than other licensing services. Because of the complexity of issuing permit documents both in 
administrative services and field inspection, there is also a need for human resources with 
specific knowledge about buildings. 
Also, we figure out the determinants of public service quality in Gorontalo which were 
communication, resources, and disposition or attitude of managers and bureaucratic structure. In 
terms of communication, socialization was still very rarely made or made at the village level 
only. Besides, the resources were low in terms of quality and quantity of staff and 
infrastructures. Contrastively, we found that the manager’s attitude was good and committed, so 
was the bureaucratic structure. Meanwhile, the most dominant determinant was the quantity of 
staff and infrastructures. 
Meanwhile, another important internal aspect of governance was the human resource 
competencies and facilities and infrastructures. (Liu et al., 2019) conveys that one of the factors 
affecting work achievements is staff competence. In other words, human resources are 
necessary for an organization. Despite numerous facilities, infrastructures, and human resources, 
an organization will not be well run without reliable human resources (Aneta et al., 2019; 
Saputra et al., 2019). 
 
3. The Effectiveness of Online-based Licensing Services in the Fourth Industrial 
Revolution 
Table 3 presents our findings of the effectiveness of online-based licensing services in 
the Fourth Industrial Revolution. The indicators used were: 1) Service procedures, 2) Time of 
service completion, 3) Service cost, 4) Service products, 5) Service facilities and infrastructures, 
6) Staff’s competences, and 7) Staff’s IT competences. 
This research was focused on the effectiveness of online-based licensing services with 
the indicators i.e. 1) Service procedures with the score percentage of 80.53% indicated 
weaknesses of 19.47%. Therefore, these several aspects should be optimized: a) The use of 
information: the procedures or guidelines on the implementation of an online system 
documented or broadcasted using a language or information understood by the service users. 
Printed media, RRI, TVRI, and online media were examples of the system, b. Information 
accuracy: easy and transparent service procedures; 2) Time of service completion: a) Time 
transparency (the transparency of the time of service completion), b) Effective time 
achievement, from the application to the certificate issuance; 3) Cost service transparency: a) 
tariff breakdown, b) no retribution besides from the government instruction; 4) Service product 
satisfaction: a) Service quality: the service implementation should be well run and follow the 
procedures, making consumers satisfied, b) Service quantity: all the processes should be 





following the procedures, c) Products provided should be accurate, correct, and valid; 5) The 
improvement of service facilities and infrastructures had the highest score percentage of 
84.21%, indicating that the office had been equipped with facilities that supported their staff’s 
performance and services. The weaknesses, with the percentage of 13.79%, should be improved. 
Here are the details of the weaknesses: a) Due to the adequate Internet facilities, online-based 
services should be more supported, b) Infrastructures that could support the services; such as the 
Internet, should be punctual; 6) The staff’s competences while serving had the score percentage 
of 81.01%. Capacity building for the staff, as human resources, should be conducted through 
training. We found that delayed online-based services were due to a lack of staff operating the 
Internet instead of a lack of Internet network. In other words, the weaknesses, with the 
percentage of 18.99%, can be improved through a) Education and training for the staff as the 
human resources who are responsible for serving and fulfilling their tasks based on their 
professionalism, b) Solving staff: the staff, as the service providers, should be responsible for 
the quality of services given and solution for the complaints proposed by the public; 7) IT 
professionalism: the services should be able to be accessed through digital information. Also, 
the online services should be socialized and set to assist the public in all situations and 
conditions, especially in the current Covid-19 pandemic, which forbade the service providers 
and users to have a face-to-face meeting. 
 
Table 3  
The Effectiveness of Online-based Licensing Services at DPM-PTSP of Gorontalo 
 
No. of Table Respondents’ Statements Score Percentage (%) Category 
4.1 Service procedures 153 80.53 Good 
4.2 Time of service completion 155 81.58 Good 
4.3 Service cost 155 81.58 Good 
4.4 Service products 157 82.53 Good 
4.5 
Service facilities and 
infrastructures 
160 84.21 Excellent 
4.6 Staff’s competences 154 81.01 Good 




Source: Processed data, 2018 
 
In terms of the implementation of online-based licensing services in the Fourth 
Industrial Revolution in the Capital Investment and Integrated One-stop Services of Gorontalo, 
we found that: 1. Service procedures: The service procedures or guidelines were unavailable. 
Furthermore, there was no information board which displayed the online licensing services so 
the staff had to inform the licensing procedures to the applicants directly. Meanwhile, the 
service procedures were not easy and understandable. The applicants found it difficult to operate 
the online licensing program because they were not accustomed to using a computer. 
Consequently, they had to be assisted by the staff; 2. Time of service completion: There was 
time transparency. The applicants had time transparency when applying for licenses. However, 
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punctuality should be improved. There was one applicant who declared that his license 
completion was delayed. Furthermore, there were the staff who were deliberately leaving their 
duties during the working hours, causing delayed licensing processes; 3. Service cost: There 
were tariff details and no other retribution besides the tariff determined. Besides, the staff had 
given information about the service cost to the applicants and the cost had to be paid by the 
Building Permit applicants only; while the other customers were given no charge/non-
retribution. However, the staff still violated the SOPs by conducting certain practices which 
charged unspecified tariff to the customers. Furthermore, there were other retributions in the 
floor plan depiction. The applicants requested the floor plan depiction, which was their 
responsibility, to the staff, making the staff asked for some unspecified retribution; 4. Service 
products: The service delivery was good and thus satisfied the customers. In terms of service 
products with the indicator “quality” (the service delivery should be smoothly run and satisfy 
customers) and “quantity” (all licensing processes should be in accordance with SOPs), in the 
implementation of the indicator “quality” (all licensing processes should be smoothly run and in 
accordance with the SOPs), there were many customers who did not submit the licensing 
requirements well, delaying the licensing process and thus making them disappointed. 
Moreover, in terms of “quantity”, not all processes had been run in accordance with the 
procedures. 
Responding to the issues, we suggested the following solutions: 1) Building the human 
resources’ capacity: a) Recruiting more staff with IT qualification, b) Giving necessary training 
to the staff who did not understand the technical operation in online-based licensing. The 
training could be in the form of technical guidance and education and structuralized training; 2) 
Optimizing the socialization of licensing service procedures. The procedures should be 
accessible and displayed on information board, brochures, pamphlets, newspapers, electronic 
media as RRI, TVRI, and online media; 3) Establishing cooperation with all relevant 
stakeholders, offices, apparatuses, and all potential customers; and 4) Providing budgets as the 
capital to deliver licensing services since the most important determinant here was budget. 
The solution for the issue in the online licensing certificate issuance in the Fourth 
Industrial Revolution depends on how DPM-PTSP responds to the Industrial Revolution. Both 
the director and staff should be responsive to survive in the globalization era and solve the 
problems. The globalization era and the 21st Century development should be well responded to, 
especially during the Covid-19 pandemic. Meanwhile, Muhammad Irwan Padli (2014) explains 
that service development and implementation, evaluation, and control system; technology 
automation, and cyber technology are urgent to face many issues in education. With the Fourth 
Industrial Revolution and 21st Century learning, institutions are expected to continuously make 
innovations and new ideas and create opportunities, helping people face the Industrial 
Revolution. 
CONCLUSION 
In this research, we analyzed 1) The concept of integrated one-stop licensing services to 
improve the licensing service quality in Gorontalo, 2) The determinants of the licensing service 
quality in Gorontalo, and 3) The effectiveness of online-based licensing services at DPM-PTSP 





in the Fourth Industrial Revolution. Our findings are: 1) Service: less optimized online-based 
licensing services, complicated service delivery, lack of human resources, and inadequate 
facilities and infrastructures; 2) Online-based program implementation: less optimized online-
based licensing services as the service program was recently implemented by DPM-PTSP and 
there were several challenges found i.e. a) limited human resources, b) customers’ lack of 
understanding about the online licensing services, c) limited facilities and infrastructures, 
especially to the customers with inaccessible Internet network; and 3) Activity programs: which 
should be improved by a) optimizing education and special training for the staff managing the 
online licensing services, b) Giving direct socialization to the public, especially those who could 
not access the Internet, c) Completing facilities and infrastructures through goods provision 
budgeting, d) Optimizing the service delivery, in terms of the process and output. Furthermore, 
DPM-PTSP should be able to solve each problem complained by the customers and improve 
their performances, and e) Implementing systematic online services to improve public services. 
Meanwhile, the strategies to overcome challenges found in the online-based licensing 
services in the Capital Investment and Integrated One-stop Services of Gorontalo are: 1) 
Improving the human resources, 2) Optimizing the socialization of service procedures, 3) 
Establishing cooperation with relevant stakeholders, offices, apparatuses, and all public 
elements who are potential customers of online licensing services, 4) Planning the budget, 5) 
Providing online licensing administration in each village in the form of manual or hard copies to 
fulfill the public needs well, and 6) Facing the technical challenges in the Fourth Industrial 
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